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What’s the Problem?
As a result of the COVID-19 pandemic, many TJUH 
offices and departments experienced a significant 
increase in their reliance on telehealth services to 
continue providing care to their patients. 
This rapid adoption of an entirely novel model of 
care expectedly resulted in technical difficulties 
experienced by patients, causing appointment 
delays, cancellations, and an increased phone call 
burden on front office staff.
With clinical rotations for SKMC students briefly 
suspended, an opportunity was noted to partner 
SKMC students with TJUH departments to help 
improve the patient experience and address 
common concerns faced by the offices. 
How Might We: help existing patients scheduled for 
telehealth appointments navigate the telehealth system 
and mitigate technical difficulties prior to their scheduled 
appointment? 
Improvement Strategy
SKMC students partnered with numerous TJUH 
departments and developed a telehealth support 
initiative to: 
• Help TJUH patients navigate the telehealth 
system 
• Reduce system-wide appointment delays 
experienced by patients
• Provide direction to COVID-19 resources 
A Volunteer Script was prepared to help patients 
troubleshoot common issues with accessing the 
telehealth system and provide up to date 
recommendations from the CDC to remain safe.
We developed a standardized script for volunteers to follow to help patients resolve the 
most common issues experienced during telehealth visits: 
Patients were instructed on navigating the system, accessing their appointment, and provided 
day of appointment instructions.  CDC recommendations for COVID-19 were also reinforced.
